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Disclaimer:

▪ TRA does not make any representations or warranties, either express or implied, that:
- the information is free from inaccuracies, errors or omissions;
- the information is exhaustive;
- the information is of merchantable quality and fitness for a particular purpose.

▪ TRA, including its officers, board members, employees, agents and contractors, is not liable for:
- any inaccuracy, error or omission in the information contained in this document; nor
- any loss, damage, cost or expense whether direct, indirect, consequential or special, incurred by, or arising by reason of, any 

person using or relying on the information and whether caused by reason of any inaccuracy, error, omission or 
misrepresentation in the information or otherwise.

▪ TRA notes that the information contained in this report is based on a survey of a sample of 1516 residential consumers and as 
such may not necessarily represent the market or  whole population.

▪ This survey fulfills the requirement to undertake research and publish information as set out in Article 54 of the Law. It also 
fulfills the requirements of Article 25 to provide information to the Regulator as set out in the Individual Licenses granted to the 
Operators mentioned in this survey.
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Objectives of the Telecommunications Services Market Survey:

Understand the access and 

usage for different 

telecommunications 

services in Bahrain

Giving an indication of consumer 

satisfaction with different 

telecommunications services

Identify the changes in 

consumer needs and find 

new trends in terms of 

telecommunications usage

Identify any market concerns and 

assist in its decisions to take 

appropriate regulatory action



Sample Profile
Governorates Gender Nationality Age Group (%)

Muharraq

Southern

Northern

Capital

Male

Female

Non-Bahraini

Bahraini

Sample Size: 1,516

39%

23%

17%

21%

35%

65%

40%

60%

16

34

25 25

15-24 25-34 35-44 45 +



Key Findings of the Survey

OTT Apps Service

OTT Usage

OTT Apps-international Calls

Of respondents use OTT Apps

Of respondents use OTT Apps

Satisfaction

Top 2 Boxes

Mobile Services

Access

Of respondents use Mobile services

Smart Phone Usership and 
Mobile Data users

Satisfaction

Top 2 Boxes

Internet Services

Access

Of respondents have access to Internet at home

Usage

Of respondents used the internet in the last 3 months

Satisfaction

Top 2 Boxes Mean ScoreMean Score

100 %

100 %

100 % 100 %

100 % 84 %

94 % 94 % 95 %



Mobile Services

KPI  
Scorecard

Usage 
Summary

Satisfaction 
Scores

Improvement 
Suggestions

Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile services Key findings

Satisfaction

Of respondents are satisfied with Mobile 
services

Access

All  Access Mobile  phones

International Calls

Of mobile  phone users make 
International calls using their 

mobile  phones

Mobile Data

Of respondents use their mobile 
phone to access internet

Switching providers

Of respondents switched their mobile 
phone provider in last 12 months

100 % 61 % 94 %Top 2 Box

100 % 6 %

Ownership

All own smart phones

100 %
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile services - Spent summary

Average Monthly Spend on Mobile

72%

24%

4%

55%

30%

15%

56%

31%

13%

Less than BD 10 BD 10.1 – BD 20 More than BD 20

2021 2022 2023
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile Data

Mobile services continue to have high satisfaction while improvement is seen on Speed, Pricing, and Packages

Mobile data to access internet

99%

96%

100%

2021

2022

2023

71% 70% 68% 70%
64% 63%

87%
78%

71% 72% 71%
65%

86% 86% 85%
79% 78% 75%

Mobile data
connectivity

Speed of mobile
internet

Variety of mobile
voice, data products

Consistency of
mobile internet

Quality of customer
service

Price of Mobile data

2021 2022 2023

Mobile Data satisfaction – Top 2 Box
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Satisfaction with Mobile Services (1/3)

4% 1% 1%

9%

2% 1%

14%

7% 4%

35%

27% 34%

38%

60%
60%

2021 2022 2023

Very Satisfied

Fairly Satisfied

Neither Satisfied nor dissatisfied

Not Satisfied

Not at all Satisfied

Overall Mobile Service
2021 2022 2023

3.92 4.45 4.55

Mean Score

Overall Satisfaction – Top 2 Box Overall Satisfaction – Satisfaction Score

72%

87%
94%

Satisfaction with Mobile Services

2021

2022

2023
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Satisfaction with Mobile Services (2/3)

72% 72%

81%

71% 70% 70% 69% 68%

43%

85%

78%

72% 71%

78%

87%

76%

86% 86%

79%

85% 85%

59%

Ability to make calls
without call dropping

Voice quality when
making local calls

Voice quality when
making international

calls

Mobile data
connectivity

Speed of mobile
internet

Consistency of speed of
mobile internet

Choice of
service/package made

available to you

Variety of mobile voice
and data products

Variety of roaming
products

2021 2022 2023

Top 2 Box

Mobile Network Package / Plans
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Satisfaction with Mobile Services (3/3)

60% 60%
63%

52%

37%

59%
64%

69% 67%
62%

70%71%

78% 79%

73%

54%

75%

68%

48%

74%
78%

81%
86% 87% 86%

Price of national calls Price of international
calls

Price of mobile data Price of SMS/ text
messages

Price of roaming
services

Price of value added
services

Quality of customer
service

Transparency and
clarity of offers

Ease of recharge Ease of billing The number of
operators providing

mobile services

2021 2022 2023

Top 2 Box

Pricing Customer Services / Others
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Suggestions to Improve Mobile Services

55%
51%

29%
25%

53%

33%

20%
17%

63%

47%

39%

34%

Reduce charges Improve the quality of mobile services Improve the range of services available from
mobile phone

Improve the quality of customer service when
there is problem with the service

2021 2022 2023
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Internet Services

KPI  
Scorecard

Usage 
Summary

Satisfaction 
Scores

Improvement 
Suggestions

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

Internet 
Activities

14



Internet services Key findings 

Satisfaction

Of respondents are satisfied with service 
provided

Access

Of respondents have access to 
Internet at home

Usage

Of respondents used the internet in 
the last 3 months.

E-Commerce

Of respondents purchase goods and 
services online

Switching providers

Of respondents have switched their internet 
service provider in the last 12 months

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

100 % 100 % 94 %Top 2 Box

66 % 6 %
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Internet access and usage

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

100% 100%100% 100%100% 100%

Home Internet access Internet usage from any location (last 3 months)

2021

2022

2023
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Internet usage Frequency

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

95%

4%
1%

98%

1% 1%

97%

2% 1%

Every day At least once a week At least once a month

2021

2022

2023
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Internet services Monthly spend

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

40%
37%

15%

5%
2%

42%

37%

11%

2% 2%

48%

36%

10%

2% 1%

BHD 15 or less (10.0) BHD 16 to BHD 25 (20.5) BHD 26 to BHD 35 (30.5) BHD 36 to BHD 45 (40.5) BHD 46+

2021

2022

2023
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Usage Summary

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

Places using Internet

94%

58%

32%
20%

33%

17%
7% 2%

92%

71%

49% 49%
35%

23% 18%

2%

100%

66%
59% 57% 53%

18% 15%
1%

Home Work Another person’s home In mobility - While commuting, in
transport or walking

Community internet access
facility

Commercial internet access
facility

Place of education Other locations (where used)

2021

2022

2023
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Top Internet Activities 

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

89%

61%

28%

60%

31% 29% 30%

84%
72%

54% 57%
63%

28%

45%

93% 89% 85% 83% 81% 78%
69%

Calling over the Internet/VoIP Sending or receiving e-mail Food ordering-Website/ Mobile App Participating in social networks Downloading software or applications Accessing/ posting opinions-Chat sites,
blogs, Vlog, newsgroups

Getting information about goods or
services

2021 2022 2023

17% 13%

27% 25%
16%

32% 36%

51%

40%
47% 47%

28%
36%

58%

69% 68% 67% 66% 63% 63% 63%

Watching web television Using software on net for editing
documents, Excel, PPT

Seeking health information (on injury,
disease, nutrition, etc.)

E-Commerce : Purchasing/ordering
goods

Uploading self/user-created content on
website

Reading/ downloading on-line
newspapers, magazines, e-books

Internet banking

2021 2022 2023
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Satisfaction with Internet Services

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

Top 2 Box

72% 72% 72% 72% 70% 69% 69%
72%

87%

74%

67%

77%
72%

79%

94%

84% 84%
87%

83% 84% 82%
86%

Overall Internet Service Consistency of internet speed Overall value for money for the
internet services

Reliability of the internet service Response of your service provider
while dealing with your problems

Speed & quality of internet
services at commercial places

such as malls, hotels, etc

Speed & quality of internet
services at community facilities

such as public library, post office,
other government agencies, etc

Speed of internet

2021 2022 2023
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Suggestions to improve Internet Services

OTT 
Apps

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

ITU 
Services

Mobile 
Services

65%

48%

41%

24%

18%

53%

41%

30%

15%
10%

67%

44%

61%

26% 28%

Reduce charges Improve the quality of internet services Unlimited internet package Improve the quality of customer service when there is
problem with the service

Privacy and security reasons

2021 2022 2023
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OTT Apps Service

KPI  
Scorecard

Usage 
Summary

Satisfaction 
Scores

OTT Apps 
Substitutes

Overall 
Scorecard

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile 
Services
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Overall 
Scorecard

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile 
Services

OTT Key Findings

Willingness to Pay 
for OTT Service

Of respondents use OTT Apps

Satisfaction

Of respondents are Satisfied with OTT App Services

OTT use

of respondents use OTT application 
to communicate

100 % 22 %

95 %Top 2 Box

WhatsApp use

of respondents use WhatsApp to 
communicate

99 %
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Overall 
Scorecard

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile 
Services

Usage Summary

Types of OTT Communication Medium Used

Willing to Pay Extra For Communicating Through OTT

98%

17%
5% 8%

71%

98%

6% 6% 8%

39%

99%

34% 30%
24%

38%

Whatsapp Skype iMessages Viber Other Popular OTT Apps

2021 2022 2023

93%
73% 78%

7%
27% 22%

2021 2022 2023

Yes

No
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Overall 
Scorecard

Other 
Services

Fixed Line 
Services

Internet 
Services

ITU 
Services

Mobile 
Services

OTT Apps Substitutes

IM Substitutes

OTT Call Substitutes

75%

29%

15%
3% 3%

80%

39%

20%

6% 4%

86%

23%
14% 10%

4%

Phone call using mobile Used SMS Email Phone call using fixed line Not made the call

2021 2022 2023

90%

11% 15%
4% 4%

85%

28%
17%

6% 6%

89%

14% 12% 10%
2%

Phone call using mobile Used SMS Email Phone call using fixed line Not made the call

2021 2022 2023
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Other Services
International Calls & Roaming

Internet 
Services

OTT 
Apps

Overall 
Scorecard

Fixed Line 
Services

ITU 
Services

Mobile 
Services

27



Internet 
Services

OTT 
Apps

Overall 
Scorecard

Fixed Line 
Services

ITU 
Services

Mobile 
Services

Methods used to make International Calls

80%

11%

1%

8%

69%

10%

1%

21%

84%

9%

1%
6%

OTT applications (such as Whatsapp, Viber or
Skype, IMO, Google Duo/ Meet)

Direct dial using your mobile phone Direct dial using your fixed line None/ Don’t do International calls

2021 2022 2023
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Internet 
Services

OTT 
Apps

Overall 
Scorecard

Fixed Line 
Services

ITU 
Services

Mobile 
Services

International Calling

Countries

Asian countries-(58%) and GCC 

countries-(ex. KSA, UAE, Kuwait, 

Qatar) (47%) are most popular 

calling destinations

Mediums Roaming

84%

Of respondents use OTT apps 

to make international calls

16%

Of respondents used roaming 

services in last 12 months with 

a preference to use home SIM 

or WIFI options
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Internet 
Services

OTT 
Apps

Overall 
Scorecard

Fixed Line 
Services

ITU 
Services

Mobile 
Services

Countries to / from which international calls are made

India

UAE

Saudi Arabia

Kuwait

Qatar

Any European countries/ 
USA/SA

Call to Receive call

40%

24%

23%

12%

11%

11%

40%

20%

19%

11%

10%

10%

(+12%)

(-10%)
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Fixed Line Services

KPI  
Scorecard

Usage 
Summary

Satisfaction 
Scores

Switching 
Providers 

Improvement 
Suggestions

Overall 
Scorecard

OTT 
Apps

Other 
Services

Mobile 
Services

Internet 
Services

ITU 
Services
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Mobile 
Services

Internet 
Services

ITU 
Services

Ownership

Of respondents own Fixed line 
services

Fixed line services - Key findings

Usage

Of respondents have used fixed line 
in the last 3 months

Satisfaction

Suggestions to improve

Of fixed line users  want better rates for 
international calls and reduce rental charges

Switching providers

Of respondents switched their fixed line 
provider in last  12 months

Of respondents are Satisfied with Fixed line services

25 % 90 %Top 2 Box12 %

7 % 56 %
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Overall 
Scorecard

OTT 
Apps

Other 
Services

Mobile 
Services

Internet 
Services

ITU 
Services

Fixed line Ownership and usage

Ownership of Fixed Line

8%
13%

25%

Ownership

2021 2022 2023

5% 5%

12%

Used in Last 3 Months

2021 2022 2023

Usage of Fixed Line
Most of them use 

Bundle service 

with Broadband
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Fixed line Services - Spend Summary

Overall 
Scorecard

OTT 
Apps

Other 
Services

Mobile 
Services

Internet 
Services

ITU 
Services

36%

30%
34%

45%

37%

18%

50%

35%

15%

Less than BD 10 BD 10.1 - BD 20 More than BD 20

2021 2022 2023
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Satisfaction with Fixed line

Overall 
Scorecard

OTT 
Apps

Other 
Services

Mobile 
Services

Internet 
Services

ITU 
Services

Top 2 Box

75%
72%

86%

53%

69% 70%

57%

80%

73%

80% 80%
77%

37%

67%
71%

61%

84%

60%

90%

79%
83%

62%

77%
80%

74%

85%

78%

Overall Fixed line
Service

Ability to make calls
without call dropping

Ease of billing Price of international
calls-Made from fixed

line

Price of national
calls-Made from fixed

line

Quality of the
customer services

Quality of voice-
Making international

calls

Quality of voice-
Making national calls

i.e. within Bahrain

Transparency and
clarity of offers

2021 2022 2023
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Suggestions To Improve Fixed line Services

Overall 
Scorecard

OTT 
Apps

Other 
Services

Mobile 
Services

Internet 
Services

ITU 
Services

67%

21%

30%

25%

16%
12%

52%
56%

46%

26%

32%
35%

Reduce charges Give better rates for
international calls/ Reduce

international call rates

Give better packages/ offers Improve the quality of fixed line
services

Improve the quality of customer
service when there is problem

with the service

Improve the range of services
available from fixed phone

2021 2023
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Thank You
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